
OUR VISION
A progressive region creating opportunities for all

OUR MISSION
We are a council committed to continuous improvement, a sustainable 

future and efficient investment in our communities

OUR VALUES
Respect and Integrity

Accountability and Transparency
Providing Value

Commitment and Teamwork

OUR PRIORITIES
Strong, vibrant communities

Building and maintaining quality infrastructure
Supporting our local economy

Protecting our people and our environment
Leadership and governance

Our organisation 

Leadership and Governance
Standing Committee Meeting

Notice is hereby given pursuant to the provisions of the 
Local Government Regulation 2012, that the next 
Meeting of the Central Highlands Regional Council will 
be held in the Council Chambers, 65 Egerton Street, 
Emerald on

Tuesday, 9 October 2018
At 12.00 pm

For the purpose of considering the items included on the Agenda.

Scott Mason
Chief Executive Officer 
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10 CORPORATE SERVICES

10.1 General Complaints Policy

DECISION REPORT

Date: 9 October 2018 Presentation Duration: Approx. 15 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Chris Joosen, Manager Governance (Fixed-Term)

Authorising Officer: Jason Bradshaw, General Manager Corporate Services

File Reference: <ECM Reference>

EXECUTIVE SUMMARY:

Council has developed a General Complaints Process, Policy and associated Procedure. This is an 
expectation of the Queensland Ombudsman and is a critical element of public sector governance. In 
accordance with the Local Government Regulation 2012 s268 council are required to adopt a complaints 
management process along with supporting policies and procedures for the processing of administrative 
action complaints and it is proposed that this procedure sit within the General Complaints Process. 

General customer service and complaints management processes were also identified as requiring review 
following an internal audit earlier this year. 

OFFICER RECOMMENDATION:

That Central Highlands Regional Council adopt the General Complaints Management Policy and Rescind 
its current Administration Actions Complaints Policy CHRC001 adopted 20 January 2016.

Further that, Central Highlands Regional Council adopt the General Complaints Management Procedure 
and Administrative Actions Complaints Procedure; 

And further That Central Highlands Regional Council advise the office of the Queensland Ombudsman of 
the adoption of the policy and procedures.
 

REPORT:

The Local Government Regulation 2012 at section 306 requires that Council must adopt a Complaints 
Management Process (CMS) that effectively manages complaints from their receipt to resolution and this 
extends to written policies and procedures supporting the process. The regulation requires Councils to 
particularly address administrative actions of Council in the CMS and how we will quickly and efficiently 
respond to complaints in a fair and equitable manner. It prescribes certain requirements that should be 
contained in the CMS including, assessment of complaints, advice to complainants, recording of statistical 
data and ensuring related policies and procedures are available for public inspection. There is a clear 
emphasis on ensuring the public can understand and have confidence in the integrity of our systems and 
processes.

Administrative Action Complaints (AAC) are identified separately in the Local Government Act (LGA) (and 
are defined in the AAC Policy attached). Council currently has an Administrative Action Complaints Policy 
that was adopted on 20 January 2016. The author is aware that the Office of the Queensland Ombudsman 
has conducted audits of Local Governments and has recommended some enhancements to various 
policies. Some of these have identified best practice by other public sector agencies.



Agenda - Leadership and Governance Standing Committee Meeting - 9 October 2018

Central Highlands Regional Council 6 of 48

The Governance team has been reviewing and developing appropriate policies and procedures for some 
time and liaised extensively with the Queensland Ombudsman and internal stakeholders, particularly 
Customer Service in the development of the proposed policies. 

I have proposed an approach where Council adopts the one “Policy” to address Complaints Management in 
a general sense. It refers to particular procedures for the actual management and processing of “general 
complaints” and “administrative action complaints” (remembering they are expressly addressed in the 
LGA). The procedures incorporate flowcharts which clearly show how various complaints are processed by 
Council. The General Complaints procedure identifies differing complaints such as AAC, Competitive 
Neutrality Complaints, Conduct / Behaviour Complaints and Public Interest Disclosures but defers to 
different procedures in these instances.

A critical component of the CMS is a requirement to provide internal reports to the Executive Management 
Team (EMT) about the operation of the CMS. This will provide a mechanism for identifying, analysing and 
responding to complaint trends and monitor the effectiveness of the CMS.

These policies and procedures are a legislative requirement but importantly are part of Councils suite of 
‘Integrity Policies’. Internal reporting processes are still being refined with various sections of Council.

CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference: 
5. Leadership and Governance;
5.3 - Corporate Plan Strategy: Accountability and integrity
5.3.1 - Maintain high standards of corporate governance.

Budget/Financial/Resourcing:
Nil. In accord with good Governance practice

Legal/Policy/Delegations:
A statutory requirement of the Local Government Act 2009 and the Local Government Regulation 
2012. Particular organisational responsibilities are developed in the policies / procedures

Communication/Engagement:
Whilst there are current practices in place the roles of Departments and particularly the Units of 
Customer Service and Governance in the operational and management aspects is continuing.
The Policies and procedures will be available in our Offices, and on Councils web page.

Risk Assessment: 
A comprehensive and relevant CMS would mitigate our exposure to some risks. No negative risk 
impacts envisaged. 

Timings/Deadlines:
Requirement to have in place at all times. There has been an organisational commitment to have 
the CMS adopted by 22 October 2018 

Alternatives considered:
Not applicable 

SUMMARY:

There is a statutory requirement to develop a CMS and address particularly AAC’s. These Policy and 
Procedures, if adopted, would satisfy our legislative requirements. When implemented it will result in the 
more wholistic and focussed management of complaints and inform Council / EMT decision making.

ATTACHMENTS:

1. General Complaints Management Policy [10.1.1]
2. General Complaints Management Procedure [10.1.2]
3. Administrative Action Complaints Procedure [10.1.3]
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– END OF REPORT – 
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10.2 Enterprise Risk Management Guideline and Policy

DECISION REPORT

Date: 17 August 2018 Presentation Duration: Approx. 10 minutes

To: Leadership and Governance Standing Committee

Author: Mary Ryan, Governance Officer
Chris Joosen, Manager Governance (Fixed Term)

Authorising Officer: Jason Bradshaw, General Manager Corporate Services

File Reference: N/A

EXECUTIVE SUMMARY:

At the Strategy and Briefing Forum on 13 March 2018, the Enterprise Risk Management Framework, Policy 
and Guideline were presented by Protiviti consultant, Geoff Hirst, and workshopped with Council.

The Enterprise Risk Management Framework, Policy and Guideline provide the basis for managing risks 
across Council. This report provides an update of the Enterprise Risk Management documentation and 
implementation process.

OFFICER RECOMMENDATION:

That the Central Highlands Regional Council adopt the updated Enterprise Risk Management policy and 
guideline as presented. 

REPORT:

At its meeting held on 11 September 2018 the Leadership and Governance Committee adopted the 
Enterprise Risk Management Framework. This document was a primary document in Council’s risk 
platform. However, from a ‘housekeeping” perspective it needs to be complemented by a Risk 
Management Policy and associated Guideline. 

It is necessary for Council to formally adopt the policy.

In accord with the Risk framework and policy, officers are currently developing operational risk registers for 
the various branches of Council. It is anticipated these will be reviewed by the Audit Committee in the 3rd 
quarter of 2018/19.

The next stage of risk management integration will see the utilisation of this suite of documents for training 
staff in:

 Conducting risk assessments;
 Incorporating risk management into day-to-day business activities; and
 Monitoring and appropriate reporting of risks
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CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference: 
Key Priority 5: Leadership and Governance
Key Priority 6: Our Organisation: 6.3.1 Develop and implement effective systems to manage risk to 
enable the efficient delivery of council services.

Budget/Financial/Resourcing: 
The risk management function is resourced mostly internally (within existing budgets) however, the 
cost of engaging the assistance of Protiviti is not insignificant. The investment decision was entered 
into with confidence that improved performance in identifying and managing risk would result in 
financial and other benefits to Council.

Legal/Policy/Delegations:
Proper risk management is a well-embedded principle of good governance not only in local 
government.  In addition to the good sense that risk management makes, there is also a series of 
statutory requirements that compel Council to take these steps:
Local Government Regulation 2012:

 s. 164 (General matters about financial management systems) –keep a written record of the 
risks to which the local government’s operations are exposed.

 s. 175 (Annual operational plan contents) – state how the local government will manage 
operational risks.

 s.207 (Internal auditing and reporting)

Communication/Engagement:
The Enterprise Risk Management Framework and Strategic Risk Register have both been 
workshopped with senior staff and have been workshopped with Councillors at the Strategy and 
Briefing Forum on 13 March 2018.

Risk Assessment: 
This item is about developing the framework for increasing maturity in our organisation around risk 
management.  Risks of proceeding as recommended do present in terms of resource commitment, 
however, failure to proceed present greater risks to the organisation.

Timings/Deadlines:
In line with best practice it would be beneficial to have all Operational Risk Registers implemented 
by 30 June 2019.

Alternatives considered:
N/A

SUMMARY:

This report is provided to the Leadership and Governance Standing Committee for formal adoption of the 
Enterprise Risk Management Policy and Guideline.

ATTACHMENTS:

1. Central Highlands Risk Management Guideline - 2018 [10.2.1]
2. CHRC Enterprise Risk Management Policy - 2018 Review [10.2.2]

– END OF REPORT – 
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10.3 Turn on Technlogy One (TOTO) Project - Update

INFORMATION REPORT

Date: 9 October 2018 Presentation Duration: Approx. 15 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Jason Bradshaw, General Manager Corporate Services

Authorising Officer: Jason Bradshaw, General Manager Corporate Services
 
File Reference: <ECM Reference>

EXECUTIVE SUMMARY:

This report seeks to provide further information pertaining to the delay of the TOTO projects original ‘go-
live’ date of October 2018. It provides a level of analysis of the influences of the delay and proposals on the 
actions being undertaken to re-calibrate the project and establish a new go-live date, including an estimate 
of the cost associated with the changes to realign the project.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive this information report as an update of the project status 
to the end of September 2018. 
 

REPORT:

The decision was made recently to delay of the original ‘go-live’ date of October 2018. This decision was 
based on a complex range of issues and with the success of the TOTO project and people in mind. Rather 
than continue to push forward into a position where there was no guarantee of success and recognising 
where some of the impacts would be felt, it was determined that the risks were to great and the project go-
live date was to be deferred. This decision was made in early August 2018.

There have been a number of key influences that have brought cause for the delay by increasing the risks 
to the project and these are outlined in summary below. There is no one single issue but a combination of 
issues that have drawn deferral and concern. 

 Changed platform from CI to CI anywhere – which is cloud based – the original decision to move 
from the on-premise (CI version) to the fully mobile version of (CIA version) – had a number of risks 
including the readiness of the product as a total solution. This was an early risk but worth the effort 
of not duplicating the implementation and providing a complete platform in the cloud.

 As there are very few sites who have all modules on the CI Anywhere (CIA Version) platform, we 
will likely be one of the first sites in Australia to use the complete CIA solution. This makes us part of 
the Bleeding edge, which has a higher level of risk attached to its total solution approach. Many 
Councils are using parts (or modules) – but not the full solution.

 Most sites that are implementing the CI Anywhere version are not building it new or taking the 
preconfigured solution (out of the box) – but building their own solutions and configuration based on 
a transition from an existing Technology One (CI version). Or have the capacity (e.g. Moreton Bay) 
to build and resource their solution. 

 A number of staff changes at Technology One, including the use of up to four different consultants 
on key modules and a business model change for the way the company works into what we believe 
is a developer lead approach – let the software drive the management?

 Importantly, a further change to the way they work in the cloud. Further new releases of the 
software from where we have started - these change every six months or so. We commenced on 
2017A then moved as advised to 2018A, which still has issues to be resolved.
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Now we are being changed to 2018B – which is the most up to date version (was due to us in late 
August – now it will be late September 2018). There is a need to stabilise and stick with the latest 
version to finish off the implementation, as each release causes re-work and testing. 

 Because the software is so new in parts, the consultants working with us are learning the product on 
the job as it changes so much – from CI version to CIA version – and from 2018A to 2018B 
releases. This often leads to confusion in the training with employees. 

 Not all the functionality works in all areas because of redesign – or the need for further testing – it is 
released to early adopters – who iron out some of the bugs and this leads to lower confidence in the 
solution as testing fails or is not optimised.

 Testing regimes have not been consistently performed by CHRC employees and there is not a 
consistent buy in from all into how the new system works or what the business process will look like 
to confirm testing and training.

 This has highlighted a key issue in the potential capacity of CHRC employees to understand and 
apply the process and system as per the initial training from Technology One consultants. Issues 
with consistency and how the consultants present the material to CHRC employees 

 What is shown is that the Key User Training (KUT) has not been well explained and the employees 
have not always comprehended what was shown to them – so the training has been done – but not 
effectively, now we are finding out how well it has been understood? And there are modules where 
this needs to be re-done. 

 The different consultants used by Technology One are not consistently delivering and CHRC 
employees are not asking questions – or understating the responses and this training and testing 
has been breaking down. Issues have not been effectively logged and followed up by CHRC or help 
offered by T1. 

 The training material is not ready when the training is done – so CHRC employees can’t easily test 
or go back and follow the training – it would be better training at the desk and side by side – rather 
than sitting in the training room and working on a central training screen.  

 T1 have been behind in the training – due to consultant churn and changes, and this happened too 
often for key modules – so we were delayed in some cases by up to 6-8 weeks, which meant we 
didn’t have enough time to test and configure.  

 Exploratory testing – CHRC employees have been behind for some time and it appears were not 
asking questions – because the training was ineffective and there was no follow up mechanism.

 The data environments and configuration changes lead to a lack of consistency, with data and 
configurations in different places – so we weren’t getting the results. Technology One has control 
over this – not CHRC – It has been unresponsive for some time.

 The key modules of payroll and rates have been fully functional or on schedule and testing has 
been limited. There is a need for program re-write for rates capping and this has been agreed finally 
by T1. 

 There is no way to easily start with only part of the system – it must be a big bang – all modules at 
the same time. Any alternate options will be timely and costly.

 The delay has meant that we can bring forward new modules into the phase one start – Enterprise 
Budgeting and Strategic Asset Management

 A module by module analysis has been completed and has shown a number of risks. Multiple 
module owners need to be reviewed both for staffing, backup and workload. 

 Past change experiences have made CHRC employees cautious and there is general lack of 
confidence in the system in areas due to how it has been handled to date. 

 The people and the project were out of alignment and the communications with T1 consultants has 
often been limited with other competing projects and the allocated CHRC time. 

 Change in Project Manager by CHRC and handover – meant some loss of continuity.

Given the nature of the project, there are many layers that need to be investigated and understood to 
determine a new go-live date. Although this date is yet to be finalised, it is now anticipated to occur in 2019, 
with the start of May 2019, as a potential date. This needs further consultation with Council’s auditors who 
have expressed an alternate view.

Over the past couple of months, I have worked closely with Michael Taylor and Mark Nicklin to conduct a 
high-level review of the status of the project. This was a significant undertaking that was crucial to informing 
the decision to delay the project and providing justification for push-back to TechnologyOne. Given the 
large discrepancies between the contractual agreement and the delivery of services, the contract that exists 
between parties is also subject to review.
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Multiple discussions have been held with Technology One in the Brisbane office to try and address some of 
the root causes that are referenced above and to work constructively on how these can be resolved. To 
date this has been ineffective and has led to a breakdown in the relationship which has been something 
that CHRC has tried hard to foster and develop. It is likely that we are headed into an adversarial position 
now – and legal and specialist advice is being sought.

Key learnings to date have centred around improved governance and reporting and getting decision 
making at the right places in the project. A reinvented governance structure has been developed which is 
more comprehensive and focussed on managing risks across the project.

The change management sessions have been effective and recent sessions have prepared key employees 
for changes that lie ahead. Stronger support and supervision will be the key moving forward now. These 
aspects are covered further below – with positive feedback over the last two key sessions.

Introduction of Stream Leads and Functional Leads to provide increased responsibility and accountability. 
The Stream Lead is required to lead and deliver the activities contained within that Project Stream and the 
Functional Lead role is to represent their relevant business areas and provide support, direction and 
decision-making capability to the Module Champions and the project. 

A detailed ‘Roles and Responsibilities’ document has been developed, the purpose of this document is to 
identify and define the TOTO project structure and roles required to manage and deliver upon the overall 
project deliverables and outcomes. 

Through meetings with key stakeholders of the project, we have been able to identify a range of key issues 
that have impacted the project thus far. Importantly, during these meetings we have also been able to 
recognise solutions to those key issues which have been shared at both Module and Change Champions 
sessions Thursday 13 September. 

The realignment of the project, introduction of functional leads and refinement of roles and responsibilities
necessitated a change to the approach of our regular change management sessions. For the first time 
during the project, Module and Change Champions (who have direct reporting lines to module champions) 
were brought together to workshop ideas and understand each other’s roles and responsibilities. 

Essentially, the changes are now about acknowledging and sharing challenges and lessons learned and 
instilling the two key values that will drive our success:

Commitment and teamwork: Teamwork is critical to the success of this project and has been one of our 
key learnings.

Transparency and accountability: Everyone taking responsibility and accountability for the work we do. 
We all have a role to play for how we are accountable for how we deliver this project.

A new narrative that was shared on the day and a summary of key messages are on the Vine. Feedback 
from these sessions has been overwhelmingly positive – many have said these have bene the best 
sessions they have attended yet.

A planning and review session was held with the key project players, including members of the change 
management and project management team. During this session the following issues and solutions were 
developed. These are now being drawn into a plan and more detail added to progress solutions as quickly 
as possible.  
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Key Issue 1 Key Issue 2 Key Issue 3 Key Issue 4 Key Issue 5

Poor time 
management

Failure to ask for 
help

Lack of capability – 
to use the tools

Time to test/play

New processes & 
new product/ never 
been done before

Communication

Relationship with 
TechOne

Lack of product 
knowledge/product 
maturity

Contract ambiguity
 Consultant and 

CHRC

Ineffective Project 
Steering 
Committee and 
Board Meetings

Transition from 
2018a software to 
2018b software

Limited ability to deal with 
change
 Culture 
 Mind-set
 Trust
 Fear
 Lack of engagement 

and culture fit

Solution 1 Solution 2 Solution 3 Solution 4 Solution 5

Structure and 
focused sessions 
driven by project 
team – TechOne 
Tuesdays

Dedicated days for 
module champions 
to: 
 Test
 Collaborate
 Communicate
 Problem- solve 

Functional Leads to 
determine days/s 
required and to 
prioritise the 
schedule and the 
current 
state/progress.

Functional Leads to 
facilitate:
 Conversations
 Identify 

problems
 Create 

solutions

Keep asking your 
consultants questions! 
 Report back nil 

responses or non-
professional 
responses

Use of Gemini – MC 
questions/requests 
logged for consultants to 
respond to
 Everyone now has 

access
 Must define what is 

urgent
 Define AMS services 

(Aax)
 How often does 

TechOne check 
Gemini?

Finalise ‘Roles & 
Responsibilities’ 
document

Educate 
individuals of their 
role

Define reporting 
template – must 
be:
 Simple
 Timing
 Clear 

expectations

Define/finalise 
governance 
structure (who 
attends)

Meeting process
 Agenda
 Regularity
 Focus on 

problem 
solving and 
decision 
making

 Addressing 
non-
attendance

80/20 approach is 
ok!! 

Getting 2018b 
software installed

Environment 
refresh – correct 
data and 
configuration

Refresh approach 
– reapply data

Data migration 
responsibilities

Glossary – define 
terminology

Additional 
modules – 
Budget and 
Strategic Asset 
Management

System 
Administration 
roles

Skills to develop and 
apply to the project
 How to take 

responsibility
 Difference between 

facts and excuses
 Problem solve rather 

than blame
 Asking questions
 report writing
 Accountability and 

implications
 Hard conversations

In the past two weeks I have continued to work closely with Maria Nolan and members of the Change 
Management Team (CMT) to realign change management activities, so they are consistent with the 
adjusted project timeline. As a result, we are proposing an additional session to take place on 24 October 
2018 for Module Champions, Change Champions and Functional Leads. Further, we see value in exploring 
the possibility of conducting a second round of surviving change sessions early in the new year.

Since the last CMT meeting was held in August, the team has continued to progress the following plans:

Training Plan
Resistance Management Plan
Communications Plan 
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Given the delay, the plans will require some amendments however, these amendments are well 
understood, and the plans are on track to be finished within the coming weeks.

It is important to acknowledge and celebrate the fact that the CMT and the project have now entered phase 
3 – no small feat and according to Maria, a phase that has never been reached by their clients. Our 
investment and commitment to preparing and developing our people 

The solutions are being progressed to be implemented following updates to ELT, Audit Committee and 
Council over the coming weeks. 

The overall training for the project has been behind schedule for some time and additional resources have 
been secured to support the development of training in conjunction with an inhouse resource. This is being 
reviewed again now – with pilot training programs being developed. 

CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference: 
6. Our Organisation;
6.2.1 - Continuously advance work practices and business systems to ensure a skilled, motivated 
and community-focused workforce to drive a coordinated and connected organisation.
6.3.1 - Develop and implement effective systems to manage risk to enable the efficient delivery of 
council services.
6.4.1 - Sustain a productive, efficient and safe workforce that is responsive to council and 
community needs.

Budget/Financial/Resourcing: 
In the overall review with the project manager consideration has been given to how additional 
resourcing and governance can help to realign the project to the outcomes and what time will be 
needed along with specialist resources. At this time, it is anticipated that an additional $600K may 
be added to the implementation costs – with this still to be fully costed. A scheduled payment of 
$520k has been held pending discussion and legal advice.

Additional external advice and support has been sought from our existing business partner Aax 
technologies. This is to further assist with data migration, training and testing – filling the technical 
gaps from CHRC expertise.

The projects original cost of approximately $7M over 7 years, is now being revised. 

Legal/Policy/Delegations:
Contract advice is being sought now on the options available to CHRC with the current concerns on 
project delivery and the need to utilise external expertise. 

Communication/Engagement:
Communication through the change management sessions has been ongoing to the CHRC 
employees who are directly connected to the project, but broader communications is being recast 
on the changes proposed. 

Risk Assessment: 
The risk register of the project has been expanded and key strategic risks and mitigation measures 
are being reviewed and will be further discussed in detail at the meeting. 

Timings/Deadlines:
Critical path dates are being established in the revised timeline to ensure all planning has been 
considered prior to any announcement on a change of date. The broad timeline into 2019 has been 
forecast to employees involved in the project, but these dates are yet to be confirmed. Additional 
milestones and check points have been added to review testing and outcomes prior to any new date 
being released. This will be discussed at the Audit Committee. 
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Alternatives considered:
A number of discussions on alternatives have been verbally discussed and will be dependent on 
what responses are provided by Technology One in supporting the go-live change and approach.  

SUMMARY:

The project delay has meant a full review of all aspects of the project and further detail is being gathered for 
the project budget to discuss at both the ELT and Audit Committee discussions.  

ATTACHMENTS:

1. TOTO Project - Timeline [10.3.1]
2. TOTO Project - Application Roadmap [10.3.2]
3. TOTO Project Structure - September 2018 [10.3.3]

– END OF REPORT – 
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10.4 Bi-Monthly Workforce Statistics Report

INFORMATION REPORT

Date: 9 October 2018 Presentation Duration: Approx. 15 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Tanya Rouse, Manager Human Resources

Authorising Officer: Jason Bradshaw, General Manager Corporate Services 

File Reference: <ECM Reference>

EXECUTIVE SUMMARY:

This report provides a basic overview of our current workforce metrics as at 28 September 2018.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive the Bi-Monthly Workforce Statistics report as at 28 
September 2018.

REPORT:

Age Demographics

Just when we are starting to understand millennials, a new generation is starting to emerge. Generation Z. 

Our generational breakdown will now include the new Gen Z category which will allow Council to 
understand further our makeup and how best we communicate, understand, knowledge share and attract 
this younger generation. 

Our percentage make up sees, Baby Boomers 35%, Gen X 26%, Gen Y 33% and Gen Z 6%.

As our recruitment of vacancies ramps up over the next few months, it will be interesting to look at how that 
demographic changes and what if any trends will be evident across the broader workforce. 
 



Agenda - Leadership and Governance Standing Committee Meeting - 9 October 2018

Central Highlands Regional Council 17 of 48

With the number of long serving employees reducing each year, it is becoming evident that the transfer of 
knowledge across the generations is an increasing risk that requires appropriate mitigation strategies to be 
put in place. 

Work has begun on our People Plan across the organisation, where we will see strategies put in place in 
the near future to better plan for succession, allow for transition to retirement and develop career 
progression for hard to fill roles where practical.

Gender Breakdown
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Employment Type

The apprentices and trainees are a key part of building our own skilled employees and provide further 
opportunities to embed skills into the organisation and develop the ‘grow our own’ brand for hard to fill 
technical roles as the resources sector increases demand for trade-based employees.

Employees by Area

For interest purposes, the graph below is a representation of actual employees on the ground in each area 
as at 31 May 2018. This is not reflective of total workforce (vacancies not included). This allows for the 
allocation of employees based on work location across the region. Efforts continue through recruitment to 
place employees across the region where work and accommodation can align. 
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Turnover

We are continuing to work on our engagement and retention strategies, personal development and 
succession planning which will allow us to be far more adept at handling turnover as we will have the 
means and the plans in place to replace top performers as and when needed. The ongoing commitment to 
learning and development through the Certified Agreement provides the platform to build a more skilled 
workforce and to improve productivity across the organisation.  
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Absence Management

Controlling absence has become a priority on many Manager’s agendas across Council, following monthly 
reporting on leave balances which is highlighting continued problem areas. Like many people management 
issues, our ability to manage absence effectively is enhanced by accurate, timely and accessible 
information which the new ‘One Council’ system will provide, in the meantime existing reporting will 
continue to be monitored. 

The current trend represented below indicates councils pure sick leave hours taken are increasing, hence 
the need for the above actions to be taken.

An Absence Management Toolkit has been developed for line Managers to assist them to understand how 
to manage their staff through the process. Training will be rolled out in the coming months by the HR team.

The current sick leave trend is being investigated to identify any underlying causes with an increasing trend 
over recent months. 

Exit Interview Data

Again we have only had few responses to our voluntary exit survey, however further data has been 
included in below statistics.
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We have also completed our staff survey, which will also give us further data to analyse to enable Council 
to gain a better understanding of employee engagement and which areas we will further focus on.

– END OF REPORT – 



Agenda - Leadership and Governance Standing Committee Meeting - 9 October 2018

Central Highlands Regional Council 22 of 48

10.5 Employee Assistance Programme (EAP) 2017/18 - Update
 
INFORMATION REPORT
DSION REPORT
Date: 9 October 2018 Presentation Duration: Approx. 15 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Tanya Rouse, Manager Human Resources

Authorising Officer: Jason Bradshaw, General Manager Corporate Services

File Reference: <ECM Reference>

EXECUTIVE SUMMARY:

The Employee Assistance Program (EAP) is a confidential and professional support service run completely 
independently of Council. Through the provider ‘Converge International’, employees can be connected with 
a range of professionals including psychologists, social workers, nutritionists, financial support officers and 
many other qualified consultants. This report outlines those support services available to employees.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive the Employee Assistance Program (EAP) Initiatives 
update report.

REPORT:

Every council employee is entitled to three sessions per year, which can be increased upon 
recommendation from Converge or through the new EAP Plus referral system. Support can be provided for 
a whole host of challenges including relationships, health, grief and loss, addiction, depression and anxiety, 
conflict, financial issues, management support services and career assistance. 

This report provides an overview of the services we currently have provided to CHRC employees, the new 
services available, the assistance which Converge can provide additionally through learning and 
development programs and the ‘where to from here’ for Council.

Current Services Provided by Converge

Below is a pictorial representation of the service which our employees currently have available to them 
through our contract with Converge International.
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Central Highlands Regional Council (CHRC) has been partnering with Converge International for almost 10 
years. Throughout this time CHRC have seen the services provided by Converge develop into a library of 
practical and positive learning and development opportunities for all aspects of the employee lifecycle.

Converge are now providing the opportunity for not only ‘counselling services’, but an opportunity to 
improve through better manager and supervisor training support, assistance in a wide variety of personal 
service to our employees including Career Assist, Conflict Assist, Legal Assist, Family Assist, Money 
Assist, Nutrition and Lifestyle Assist and Employee Assistance programs. 

Our challenge as an organisation is to promote these services widely to our employees. We must remove 
the stigma of EAP being a counselling service by changing our way of communicating the services. Further 
education on the full 8 streams available to employees has commenced through utilising the VINE, toolbox 
talk promotional materials, posters of all streams distributed to all area office, depot and library locations. 
Planning is in place for an ‘EAP Roadshow’ across the region, where Converge consultants can promote 
the services face to face to our employees.

New Services Now Available

CHRC have taken advantage of a new service from Converge International called EAP Plus. EAP Plus is 
the new, overarching name for Converge International’s manager referred support services and 
assessments. This service includes areas of:
 

o Drug and Alcohol Assessment - this assessment aims to identify and mitigate risks to the affected 
individual, as well as the workplace, after a drug or alcohol related disclosure or incident at work.

o Wellbeing Check - this psychological wellbeing check is offered when a manager is concerned 
about risks to a staff member’s psychological safety or wellbeing, particularly in high stress work 
environments.
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o Fitness for Duties Assessment - this assessment helps to determine the psychological readiness of 
a staff member to return to work after an absence, usually following an illness or injury.

o Workplace Behaviour Coaching - this early intervention coaching service enables managers to 
support employees to improve their work performance in line with goals agreed at the time of 
referral. This coaching often runs in parallel with other performance improvement initiatives in the 
workplace.

o Extended Counselling - is available for staff for longer-term issues beyond those typically addressed 
through short-term EAP services such as coping with chronic or life-threatening illness or grief and 
loss. 

o At Risk Support - provides mental health and wellbeing care to ‘at risk’ staff who are still employed 
but may not be at work as a result of a work-related incident or issue under investigation.  

The EAP Plus service is set to provide CHRC with a number of advantages across the organisation. The 
program provides for support and assistance in performance management, return to work, health and 
wellness, the efficient and effective management of employees and many Safety and HR programs can 
combine these services into procedures to allow for a more comprehensive service.

This program is now accessible to CHRC’s whole of management team. Communications will be rolled out 
soon as the contract paperwork is complete. 

Further Assistance through Learning and Development

Converge provide a wide and varied training portfolio. In developing the CHRC Leadership Development 
Program, it is likely that some of the programs Converge deliver will be dovetailed into our training 
materials to ensure maximum effect and consistency across the organisation. Through the Leadership, 
Culture and Change suite of programs, converge offer Executive Coaching where ‘A coach is part advisor, 
part sounding board, part cheerleader, part manager and part strategist’, this may be something our 
leaders in the organisation may like the sound of! 

Also, the availability of short training programs along the lines of ‘Building Emotional Intelligence’, Building 
Resilience’, Courageous Conversations’, Negotiating and Influencing Skills’, or Positive Mentoring may 
form part of this program. To begin development of this program consultation with the leaders across the 
organisation will commence to gain an understanding of what development opportunities they are looking 
for and, as a whole, what Council sees as the major areas of cultural change we must focus on.

As a part of this year’s manager performance reviews, it is recommended that all managers participate in 
the ‘Manager Assist’ stream of the employee assistance program. The recommendation came from a 
recent ELT meeting where Converge presented some feedback on our quarterly report and promoted the 
streams available and the benefits to Council. It was deemed a positive opportunity for all managers to 
seek out this program to get a feel for the service and also as a professional development tool for 
themselves. HR will organise the initial session for each manager in the coming months.

Where to from here:

After discussions with Manager Safety and Wellness, it has been decided that a collaborative approach 
towards the development of a 5 Year Plan or a Strategic Health and Wellness Plan is appropriate to ensure 
that all initiatives are captured and structured into an approach that builds competency over time across all 
employees. Encompassing a number of highlighted topics including ‘Psychological Safety’, ‘Emotional 
Intelligence’, Mental Fitness, Critical Incident Rapid Response and the linkages between the current CHRC 
‘Safety Wellness Activation Team’, Health and Wellness Program and the HR People Plan indicates that an 
organisation wide strategy is needed to stop the adhoc approaches and activity currently being undertaken.

A starting point for this strategy is to meet with our Converge consultant in the coming weeks to identify and 
gather information to form a proposed approach, prior to further consultation across Council.



Agenda - Leadership and Governance Standing Committee Meeting - 9 October 2018

Central Highlands Regional Council 25 of 48

CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference: 
6. Our Organisation;
6.3 - Corporate Plan Strategy: One team approach
6.3.1 - Develop and implement effective systems to manage risk to enable the efficient delivery of 
council services.
6.4 - Corporate Plan Strategy: Working safely
6.4.1 - Sustain a productive, efficient and safe workforce that is responsive to council and 
community needs.

Budget/Financial/Resourcing: 
The finance and resource implications will be managed through existing budgets and where the 
demand for services increases, this will be addressed across the whole budget where necessary. 
The 2017/2018 budget was $93,000. 

Legal/Policy/Delegations:
The services are managed within existing policies and delegations. 

Communication/Engagement:
Regular communication is undertaken with converge and council representatives to monitor and 
manage the services. Periodic communications and presentations are made to the ELT and 
managers to identify trends and follow up actions. Regular communication is placed through the 
channels across the organisation with the intranet (Vine) and toolbox talks proving the most 
effective. Noticeboards are also used to promote the services, with further marketing required to 
increase the service use a focus. 

Risk Assessment: 
Strategic Risk 2 – Enabling culture and communication is relevant along with a continuing 
commitment to safety and wellness across the organisation. Individual actions can be taken to 
determine mitigation actions that are appropriate for each work area. 

Timings/Deadlines:
Ongoing consultation will occur over the coming months to increase awareness and then periodic 
reminders and sessions will occur as needs dictate.  

Alternatives considered:
Not applicable – but additional services and extensions are being considered. 

SUMMARY:
The Employee Assistance Program (EAP) is a confidential and professional support service run completely 
independently and opportunities have been identified to extend the services further to employees to ensure 
ongoing relevance and effectiveness. 

ATTACHMENTS:

Nil

– END OF REPORT – 



Agenda - Leadership and Governance Standing Committee Meeting - 9 October 2018

Central Highlands Regional Council 26 of 48

10.6 School Based Apprenticeships / Work Experience

INFORMATION REPORT

Date: 9 October 2018 Presentation Duration: Approx. 10 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Tanya Rouse, Manager Human Resources

Authorising Officer: Jason Bradshaw, General Manager Corporate Services

File Reference: <ECM Reference>

EXECUTIVE SUMMARY:

As another part of our ‘Growing Our Own’ program, our training team are looking to re-introduce into 
Council the School-based Apprenticeship and Traineeship program. Council has previously run this 
program, however at the time could no longer sustain the program due to qualified supervisory positions 
conflicting with our full-time apprenticeships and traineeships programs. As we now have a dedicated 
employee resource coordinating our ‘Growing Our Own’ program, we have been able to reconsider our 
options. Through conversations with Vocational education and training (VET) coordinators at regional High 
Schools, we have gathered enough interest to re-commence the program throughout the region for 2019 
ensuring CHRC is able to provide the best possible training environment for the students.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive the information report on School-based Trainee and 
Apprentices and Work Experience.

REPORT:

There are a number of factors that impact the recruitment and retention of skilled workers within the Central 
Highlands region. Some factors include national and state-wide skills shortages, competition from the 
resource sector and lack of career opportunities in the region. As well as recruitment and retention issues, 
Council also faces the risk of further future vacancies and knowledge loss as a result of our ageing 
workforce and the changes in technology as the business of Council moves towards a more efficient and 
effective business model.

The aim of the Central Highlands Regions Council (CHRC) is to build a skilled workforce from the ground 
up. Entry Level positions offer an effective workforce planning opportunity and by providing career 
pathways and further training, Council will be able to meet its immediate and future recruitment needs and 
increase the skills base and reputation of its workforce. It also continues to keep young local people in the 
region.

Our aim is to:
a) promote Central Highlands Regional Council within local secondary schools and universities as a 

place to work;
b) promote and deliver a well-planned work experience program for secondary school students;
c) deliver a structured approach to career and information days within secondary schools across the 

region;
d) plan, promote and grow our trainee and apprentice program across the region;
e) collaborate with Central Queensland University in regard to Co Op and Graduate Programs; and
f) collaborate with Central Queensland University in relation to the delivery of training packages 

specifically for local governments across the region.
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As an update in relation to our School-based and work experience programs, I have included some basic 
information below on our readiness as an employer and also the process we are planning.

Our readiness as an employer
 Suitable training/mentoring staff – As a part of our training calendar it has been identified that Council 

will run a ‘’On the Job Coaching’’ session. This will include teachings on supervisory skills, mentoring, 
adequate resourcing and program planning. This will be run in January each year prior to the 
commencement of our next intake of trainees and apprentices. 

 As a part of our research, we have highlighted what suitability requirements are needed for Council to 
be able to professionally and safely house work experience, student placement, cadets, graduates, Co-
Op, trainees or apprentices. Areas highlighted for development are:

o Appropriate Supervision. - Adequate ratio of qualified persons to students 1:1, A mentor is to 
be selected for each position. Mentors are to be a specialist in the respective field and must 
have sufficient time available to assist and guide students through their work and study. 
The mentor must have completed the ‘’On the Job Coaching/Mentoring’’ program.

o Adequate Resources. - An appropriate scope of work relevant to the qualification held or 
being studied. Where operationally convenient, students are to be provided experience in 
various work areas in order to assist with their professional development. 

o Other Requirements. -  Is the team and workplace a suitable environment for the placement 
of a student. Council must ensure we are providing the best possible learning environment 
for the students. 

Work Experience Placements
 A work experience information package has been developed and provided to all secondary schools in 

relation to what career opportunities Council has to offer students. 

 A Work Experience / Student Placement Procedure has been drafted for approval.

 We are putting together ideas for a Council Careers Web Page to include work experience 
opportunities, student placement, trainee and apprentice information, graduate and Co-Op program 
information. This page will include recordings from current trainees and apprentices talking through 
pathways and career opportunities for students also information on how to apply, what we have to 
offer. 

 To date Council has provided opportunities in a variety of sections for work experience students, 
including:

o Communications
o IT Service Desk
o Engineering
o Diesel Fitting/Mechanical
o Customer Service
o Administration
o Library
o Planning
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School-based Apprenticeships and Traineeships
 A combination of school, off the job training (with a Registered Training Organisation) and paid work 

(with a host employer), that can gain the student credit towards a nationally recognised qualification;
 School-based apprenticeships and traineeships enable students to undertake an apprenticeship or 

traineeship while studying Years 10, 11 and 12, can be open to Year 9 through a justification process;
 Students generally spend one day per week in the workplace, however during school holidays, 

students may be available to work extra hours by mutual arrangement and negotiation between the 
student and the host employer;

 The student must complete a minimum of 375 hours (50 days) per 12-month period;
 Council’s Supervision arrangements remain the same as existing trainee/apprentice program;
 Funding is available – level varies depending on priority level of the qualification chosen;
 Council understands that depending on the qualification it is an expectation from the Department of 

Education and Training that once the student completes year 12, that we continue employment until 
the qualification is complete.

 Majority of work placement time is to gain the practical element of the training while majority of theory 
to take place at school;

The process going forward for Council will be:

 Gain interest from sections of Council who are able to fulfil the supervisory requirements of a student 
for the 2019 intake. It is hoped we are able to place a student in each area across the region for this 
first intake.

 Once approval gained from Executive Leadership Team, the Training team will prepare advertisements 
and distribute to all secondary schools across the region. Estimated timeframe for this is by end of 
October.

 Advertisement will close in December/January for interview process to begin. 
 Hoping to start students as early as possible in the school year.

Below is a visual to represent our CHRC career pathways through our ‘Growing Our Own’ initiative.
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CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference: 
6. Our Organisation;
6.2.1 - Continuously advance work practices and business systems to ensure a skilled, motivated 
and community-focused workforce to drive a coordinated and connected organisation.
6.2.2 - Create and sustain a positive and future-focused organisational culture that demonstrates 
and supports council’s values.
6.4.1 - Sustain a productive, efficient and safe workforce that is responsive to council and 
community needs.

Budget/Financial/Resourcing: 
The current budget allocation for trainees will need to be revised to accommodate the additional 
school-based trainee budgets for the current year. These savings will be identified and reallocated 
from within the wages budget. The impact of these changes net of subsidy is likely to be $50K, 
which we be accommodated within the overall wages budget. 

Legal/Policy/Delegations:
Covered under existing delegations and policies. 

Communication/Engagement:
Ongoing communications across the organisation will identify what opportunities exist for the 
school-based trainees, with EOI sought from each area. This will lead to the development of a 
communication plan to establish advertising and other engagement strategies to attract the talent 
into Council as a positive employment option.  

Risk Assessment: 
Key Strategic Risk 2 and 3. Considered part of the attraction and retention work, in growing our own 
resources and the schools-based program will allow the development of local talent. Risks will be 
identified, classified and mitigations developed.

Timings/Deadlines:
The timings associated with external engagement will be managed through the communications 
plan. It is anticipated that the intake will occur late 2018 for an early 2019 commencement.  

Alternatives considered:
No further alternatives were considered, other than not to pursue this in the current financial year.

SUMMARY:

By continuing to develop programs to retain local talent, Council is also developing its future workforce and 
building its brand as an employer with many career options and future employment opportunities. These 
programs will dovetail into existing strategies to ensure we focus on growing our own – both now and into 
the future.

ATTACHMENTS:

Nil

– END OF REPORT – 
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10.7 Australian Human Resources Institute (AHRI) National Convention & Exhibition - 
Melbourne 29 - 30 August 2018

INFORMATION REPORT

Date: 9 October 2018 Presentation Duration: Approx. 10 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Jason Bradshaw, General Manager Corporate Services

Authorising Officer: Jason Bradshaw, General Manager Corporate Services 

File Reference: <ECM Reference>

EXECUTIVE SUMMARY:

The Australian Human Resources Institute hosts an annual convention each year aimed at building the 
capacity of human resource practitioners and business leaders, creating opportunities for the open 
exchange of ideas and expertise. The main conference program was supported with a focussed session for 
public sector entities identifying the challenges associated with leadership, the future of work and 
workplace ethics in a changing environment.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive the information report on the Australian Human 
Resources Institute (AHRI) National Convention & Exhibition attended in Melbourne 29 - 30 August 2018. 

REPORT:

Public Sector 

The key aspects of this program focussed on leadership, current challenges, the future of work, work ethics 
and design, along with public sector case studies and challenges specific to the public sector environment. 
 
The highlights:

The program opened with a keynote presentation from Sir Bob Parker KNZN, former Mayor Christchurch 
City Council during the 2010/11 earthquakes. The key messages were; accept fallibility, show compassion, 
keep calm under pressure, communicate clearly and honestly, innovate, lead from the front with humility 
and recognise that there is a depth in people. Overall, the emphasis was on ‘trusting yourself’ and make 
decisions as they come – he referred to make the 10m decision then the 100m decision – make one 
decision and the next will follow was the key message. Never lose sight of the big picture – amazing people 
will do amazing things. But also remind yourself – that sometimes no matter how hard you try – you can’t 
win them all. Leadership is personal – its inside you – show what you can do, unleash your potential and 
value your networks and relationships.

The future of work presentation identified may factors that are currently influencing the way we will work 
and encouraged leaders to think about what the workplace of the future will look like? The current 
influences identified included; hours, stress, societal divide in education, workplace injuries, privilege 
(where you are born), diversity, contracts, security and wealth divide and anxiety. It acknowledged the role 
of technology and the influences of automation and virtual reality.  It was interesting to then reflect on what 
is being seen as the obsession with the individual – habits to rewire your brain, think as a collective and 
note that we are fundamentally ‘human’. This session concluded with what will the next generation of work 
look like!
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Understanding the value of ethical decision making provided much food for thought, through building critical 
thinking, setting expectations and values – there is a gap forming as employees/leaders don’t know how to 
make decisions around codes of conduct and we don’t often talk about what is ethical behaviour? And are 
we rewarding the wrong behaviours – integrity and respect are at the heart of what is ethical leadership. 
Where are the ethical blind spots in our decision making, what ethical dilemmas are we facing and how do 
we establish the morale courage to address behaviour changes towards decision making.

The day concluded with a range of broader thinking on issues of organisational design, culture, building 
capability and leadership inside your organisation and transformational change for HR in shaping the future 
of organisations.

Main Program

Given the significant content of the program the following highlights are provided: 

The underlying program themes of Connect, Engage and Transform provided the basis for how HR works, 
is perceived and functions within organisations. A number of keynote presentations set the tone around 
these themes with a focus on innovation, best practice and what do we need to change to maintain the 
relevance and effectiveness of HR.

 Rewiring organisations for the future

Technology is transforming everyone’s working lives – we understand the impacts on what we all do and 
what skills we need to be building now – not just around technology. Employees are not all the same – 
learn to treat people for who they are – not just their generational label, acknowledge that ways of working 
are evolving, think more now about well-being, and become more thoughtful.  

 The future is already here

How do we think we think about what we should be building – the fourth wave of industrialisation. The 
technology came first, then the institutional response came second. Understanding the key questions of 
autonomy, nature of work, challenges for assurance, necessity for metrics and the importance of 
relationships remain the keys to fulfilling that moral obligation to make the world a better place. 

How do we use the tools at our disposal to understand the future ways of working – more importantly how 
do we communicate this to employees and how do we prepare for the fifth wave?   
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 2018 Australian employee insights report – key findings

What are the key issues for employees in 2018 and what role does HR play in addressing these? How 
important is the employee experience that we create influencing employees, and what are the key 
motivations? Where can improvements be made and how is culture impacting our attraction and retention? 
The importance of employee health and wellness is emerging as a key influence and organisations are 
being challenged to find ways to respond and to develop effective relationships with employees to ensure 
long term performance can be sustained.     
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 How HR commits a motivation hoax on employees (and how to avoid it)

Understanding employees and organisations is complex and the role of HR within this is often not clear, but 
knowing what expectations are to be fulfilled also contributes to an effective organisation. How can HR 
better perform its key activities and how does this occur? The presentation highlighted five key aspects and 
how these impact on employee experiences. What can we do differently to learn from this?

 Challenge and opportunity for the HR profession

Dealing with the ongoing changes to the work and the growing expectations of employees, how does the 
role of HR change to adapt to new requirements and what lessons have already been learned?
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 A letter to my grandchildren

Renowned author Charles Handy provided insight into the changing world of organisations and people. 
How do we be the best we can we can be? And learn to live with the uncertainties of life. What impact does 
this have on individuals and organisations?

 Act like a leader, think like a leader

How does HR step up and taking a leading role in the future of organisations, and how do we tie strategy 
and soft skills together in organisations? Changing mindsets and leadership are the keys.
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 Making an impact through a culture of inclusion and care

Knowing the value of culture and having a people focus will create the opportunities for improvement.  

 Transitioning from a pair of hands to a trusted advisor: how HR practitioners enhance their business 
value

On a practical level, one of the most interesting presentations that came through with a lot of learnings and 
is always relevant across larger organisations, was titled “Why we hate HR?”, and presented a real and 
practical set of learnings to help break that image and cycle that occurs sometimes within organisations.
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 Building a winning culture

Knowing what winning looks like and building success and belief in all of the achievements made by teams 
and organisations is key to a successful culture. Roles and values play a key part in building this culture 
and approach. 

Overall, the conference and exhibition provided exposure to many of the leading organisation’s and trade 
suppliers within the Australian Human Resources environment and a significant body of knowledge has 
been gained to be shared across the HR team and into the organisation. The content is meaningful and 
relevant, and the contacts made will add value to enhancing the way HR is performed at Council.

All of the conference materials, notes, presentations and publications are available through the HR team.

CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference: 
6. Our Organisation;
6.1 - Corporate Plan Strategy: Living our values
6.1.1 - Provide excellent customer service to ensure professional service delivery.
6.2 - Corporate Plan Strategy: Continuous improvement culture
6.2.1 - Continuously advance work practices and business systems to ensure a skilled, motivated 
and community-focused workforce to drive a coordinated and connected organisation.
6.2.2 - Create and sustain a positive and future-focused organisational culture that demonstrates 
and supports council’s values.
6.3 - Corporate Plan Strategy: One team approach
6.3.1 - Develop and implement effective systems to manage risk to enable the efficient delivery of 
council services.

Budget/Financial/Resourcing: 
Training covered under existing budget allocation. No additional costs identified. 

Legal/Policy/Delegations:
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N/A

Communication/Engagement:
Where relevant, the case studies and key principles will be shared across the HR Team and Whole 
of Management Team. 

Risk Assessment: 
Assessed against Strategic Risks 2 and 3, with mitigation undertaken in applying learnings from 
training and applying into current practices. 

Timings/Deadlines:
No time critical actions identified, but ongoing improvements will be applied as needed.  

Alternatives considered:
Not applicable.

SUMMARY:

Overall, the opportunity to attend the national conference is certainly a highlight of the year and has 
provided a wealth of information and initiatives to follow up as well as changes and tools to introduce into 
the way we do business. The session notes and number of books available at the conference have been 
provided into the HR team along with toolkits and other practical guides discovered at the event.  

The learnings have been ongoing, and it is certainly an event that warrants future attendance by key HR 
practitioners from within the organisation. I thank Council for the opportunity to attend this important 
national event. 

ATTACHMENTS:

Nil

– END OF REPORT – 
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11 CHIEF EXECUTIVE OFFICER

11.1 Changes to representation - Chief Executive Officer

INFORMATION REPORT

Date: 9 October 2018 Presentation Duration: Approx. 5 minutes

To: Leadership & Governance Standing Committee Meeting

Author: Scott Mason, Chief Executive Officer

File Reference: ECM #1305152

EXECUTIVE SUMMARY:

The Chief Executive Officer would like to advise Council of the changes to his representation of state and 
regional bodies.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive the report.

REPORT:

On 23 August 2018, the Office of the Chief Executive Officer (CEO) met to review the roles and 
responsibilities undertaken by that department, and particularly the CEO. The CEO would like to advise 
Council of three changes that have occurred to date:

1. Queensland Great Artesian Basin Advisory Council (QGABAC)

At the Leadership & Governance Standing Committee meeting of 10 October 2017, Council 
resolved (Minute 2017/10/10/004):

“That the Central Highlands Regional Council offer strong support to the ongoing role of the 
Chief Executive Officer S. Mason within the Queensland Great Artesian Basin Advisory 
Council (QGABAC) in recognition of his contribution and extensive knowledge of the Great 
Artesian Basin.”

On 29 June 2018, the Hon Dr Anthony Lynham MP, Minister for National Resources, Mines and 
Energy confirmed the appointment of the CEO as Chair of the QGABAC. A copy of the letter 
confirming the appointment as Chair for three years.

The appointment of Chair of the QGABAC automatically requires the CEO to represent the 
QGABAC on its national advisory body, the Great Artesian Basin Coordinating Committee.

2. Central Highlands Region Engagement Committee (REC)

The CEO was Council’s representative on the REC.  The Secretariat of the REC is the Central 
Queensland University (Emerald Campus). The CEO requested the REC give consideration to 
accepting his resignation as representative. However, because the CEO considered the REC to be 
an important regional committee, he requested the Secretariat also give consideration to Council 
continuing its representation, and appointment of Ms Suzanne Poulter, Manager Community 
Development. Ms Poulter has accepted the appointment, and will arrange for the reporting and 
attend future meetings 
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3. Central Highlands Senior Officers Network (SON)

The CEO was Council’s representative on the SON. The Secretariat of the SON currently sits with 
the Department of Environment & Sustainability. The CEO requested the SON give consideration to 
accepting his resignation as representative. However, because the CEO considered the SON to be 
an important regional committee, he requested the Secretariat also give consideration to Council 
continuing its representation, and appointment of Mr Jason Hoolihan, Manager Infrastructure. Mr 
Hoolihan has accepted the appointment, and will arrange for the reporting and attend future 
meetings 

4. Australian Local Government Association (ALGA) 2018 National Local Roads and Transport 
Congress (Congress)

The review of roles undertaken by the Office of the CEO has tried to identify those seminars, 
conferences and projects that should be carried out by the relevant department and/or section.  The 
Congress is one of those conferences.

The Congress is on 20-22 November 2018 in Alice Springs, Northern Territory.

Whilst the CEO will continue with his responsibilities to attend and support the ALGA national 
conference, the General Manager Infrastructure & Utilities would obtain greater benefit for Council 
and himself by attending the Congress at Alice Springs.

CONSIDERATIONS / IMPLICATIONS:

Corporate/Operational Plan Reference:
Key Priority 5: Leadership and Governance

Budget/Financial/Resourcing:
Nil changes.

Legal/Policy/Delegations:
Leadership & Governance Standing Committee resolution 2017/10/10/004

Communication/Engagement:
The Manager Infrastructure and Manager Community Development have been given a summary of 
these committees and have confirmed their acceptance of the roles. The Secretariats for these 
committees have been sent requests for the changes.

The Hon Dr Anthony Lynham MP, Minister for National Resources, Mines and Energy has 
confirmed the appointment of the CEO as Chair of the QGABAC, as advised in the attached letter 
dated 29 June 2018.

Risk Assessment:
Low.

Timings/Deadlines:
No.

Alternatives considered:
Not required.

ATTACHMENTS:

1. Letter to Scott Mason QGABAC Chair appointment [11.1.1]
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12 DEPARTMENTAL UPDATES

12.1 Chief Executive Officer 

DEPARTMENTAL UPDATE REPORT
DSION REPORT
Date: 9 October 2018 Presentation Duration: Approx. 5 minutes

To: Leadership and Governance Standing Committee Meeting

Author: Scott Mason, Chief Executive Officer

File Reference: ECM #1302063

EXECUTIVE SUMMARY:

The following report provides an update on key activities for the Office of the Chief Executive Officer.

OFFICER RECOMMENDATION:

That Central Highlands Regional Council receive the Office of the Chief Executive Officer departmental 
update report, highlighting key activities for the month of September 2018.

REPORT:

Key Activities Summary

1. Central Queensland Regional Organisation of Councils (CQROC)

The CQROC meeting was held at Brisbane on 6 September 2018

Leadership was the first order of business at the CQROC meeting. Under the terms of the Charter, Mayor 
Cr Bill Ludwig assumed the Chair, as the next alphabetically-listed council following Central Highlands 
Regional Council.  The secretariat services, presently provided by Rockhampton Regional Council, will now 
reside with the chairing council.

It was agreed that CEOs meet more proactively in order to progress business matters and collaborative 
opportunities.  To that end, Rockhampton Regional Council will arrange the next CQROC CEOs meeting.

The meeting received a timely and useful Right to Information and Information Privacy update by the Office 
of the Information Commissioner, Queensland (refer attachment 3).

This was followed by a presentation on the Rookwood Weir Project (refer attachment 5).

The Local Government Association of Queensland (LGAQ) update received a great deal of interest, 
particularly around the prospective way legislation is planned to further address conflict of interest 
provisions, the treatment of gifts and developer contributions (refer attachment 6).

The meeting culminated with an innovative Queensland Reconstruction Authority (QRA)-led engagement 
process to identify priority hydraulic infrastructure improvements to mitigate against flood disasters in the 
Fitzroy Catchment.

The meeting was adjourned to a date to be set within the next 30 days.
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Attachments
1. Minutes of the Previous Meeting
2. CQROC Charter
3. Office of the Information Commissioner PowerPoint presentation
4. CHRC Report to the CQROC Meeting
5. SunWater PowerPoint presentation
6. LGAQ Update
7. QRA presentation

a. Qld Emergency Risk Management Framework
b. Resilient Queensland 2018-21
c. Fact Sheet – Emergency Management Sector Adaptation Plan for Climate Change
d. Burnett Catchment Flood Resilience Strategy Overview

2. CQROC Chief Executive Officers (CEOs) Meeting

Four of the six CEOs of CQROC met on 27 September 2018.  A commitment was made to enhance the 
cooperation between practitioners to further advance the effectiveness of the CQROC.

Some discussion points:
• The Gladstone Regional Council CEO position will be advertised internally soon
• Shared projects

o Building Certification – Gladstone progressing
o Project Management – Central Highlands progressing

 A commitment was made to complete a questionnaire in order for this work to be 
developed

o Reciprocally supporting significant regional projects
• Local government quadrennial election term – it may be shortened or extended due to prospective 

timing of the Queensland State Government election
• The above issue and several other issues were raised by Mr Greg Hallam, CEO, Local Government 

Association of Queensland at meetings he held this week between Rockhampton and Gladstone 
Councils

• Livingstone, Gladstone and Rockhampton are progressing their certified agreements at present
• Skills attraction and retention is a challenge being experienced by Central Highlands and 

Livingstone and to a limited extent (Engineers) by Gladstone
• Operation Belcarra – tranche 3 will focus on gifts with the example being that a cup of coffee could 

be considered a gift
• Operation Belcarra – tranche 2 advancing soon with the tabling of the Bill in October
• The Queensland Treasury Corporation and its recommendations to councils regarding take up of its 

Cash Management Fund product and leveraging debt
• Dealing with Conflicts of Interest and Material Personal Interest – it has been recommended that 

Councils have a process for providing advice to elected members who are seeking it

3. Central Queensland - Queensland Water Regional Alliance Program (QWRAP) Group Meeting

Acronyms used in this report

AWA Australian Water Association
CHRC Central Highlands Regional Council
CQROC Central Queensland Regional Organisation of Councils
CQU Central Queensland University
DASBWG Downs and Surat Basin Water Group
DLGRMA Department of Local Government, Racing and Multicultural Affairs
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DNRME Queensland Government Department of Natural Resources, Mines and 
Energy

FRW Fitzroy River Water
IPWEA Institute of Public Works Engineering Australasia
IPWEAQ Institute of Public Works Engineering Australasia (Queensland)
KPI Key Performance Indicator
LGAQ Local Government Association of Queensland
ORWG Outback Regional Water Group
pH potential of Hydrogen (acidity or alkalinity of a solution on a logarithmic 

scale)
QPS Queensland Police Service
QWRAP Queensland Water Regional Alliance Program
RAPAD Central Western Queensland Remote Area Planning and Development 

Board
ROC Regional Organisation of Councils
RTO Registered Training Organisation
SCADA Supervisory Control and Data Acquisition
SCAP Smaller Communities Assistance Program
SMS Short Message Service
STP Sewerage Treatment Plant
TEP Temporary Environmental Permit
VET Vocational Education and Training
VOC Volatile Organic Compound
WASP Water and Sewerage Program
WBBROC Wide Bay-Burnett Regional Organisation of Councils
WSAA Water Services Association of Australia

The Central Queensland QWRAP Group Meeting was held at Fitzroy River Water, Rockhampton on 27 
September 2018.

Five of the six CQROC member Councils were present for this meeting.  So far, this group has met 
approximately three times via telephone conferencing and now twice face to face.

Meeting participants

 Dr Rob Fearon, Queensland Water
 Mr Jason Plumb, Manager, Fitzroy River Water
 Mr Ryan Cosgrove, Queensland Water
 Ms Carlie Sargeant, Queensland Water
 Mr Reggie Cresbrook, Essential Services Manager, Woorabinda Aboriginal Shire Council
 Mr Jamaal Ryan, Water and Sewerage Operator, Woorabinda Aboriginal Shire Council
 Mr Peter Manning, Manager Water Utilities, Central Highlands Regional Council
 Mr Michael Dalton, Water Quality and Trade Waste, Livingstone Shire Council
 Ms Jo White, Water Quality and Trade Waste, Fitzroy River Water
 Mr Anthony Lipsys, Banana Shire Council
 Mr Scott Mason, Chief Executive Officer, Central Highlands Regional Council

Issues identified and focussed on at last meeting
1. Cyber security and SCADA
2. Skills shortages, particularly supervisory staff
3. Trade Waste
4. Planned Maintenance
5. Sharing incidences of recent regulatory activity

QWRAP and DNRME
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 QWRAP is an initiative owned by the LGAQ and funded by DNRME
o It has been operating for seven years
o Current bid pool is $4.2M and the funding is for four years, refreshed annually

 Project range is from $5,000 to $90,000
 Commitment is dollar for dollar

o Five groups currently exist
 RAPAD’s ORWG

 Drinking water quality improvement
o Mains flushing program
o Reservoir cleaning
o Review of disinfection schemes

 Won an IPWEAQ award
 Nominated for an AWA award
 Joint procurement
 SCADA and Cybersecurity risk assessment

 Whitsunday, Mackay, Isaac
 STP joint procurement

 WBBROC
 Sewer re-lining program – participation by some members plus Cherbourg 

Aboriginal Shire Council
o Won IPWEA award 2017

 North Burnett Shire Council using a contracting model by Fraser Coast 
Regional Council to save costs

 Regional alignment of SCADA standards
o Initiative has fallen over

 DASBWG
 Application of WSAA standard to cybersecurity and SCADA

o Collaboration on capital investment is the area where most value can be realised as 
decisions around the capital spend impact the organisation in an ongoing manner – for 
example, depreciation and maintenance expenditure

o Joint procurement, while difficult to achieve, is an opportunity for cost savings
 Sewer re-lining

 Agreeing specifications important
 Joint chemical procurement
 Laboratory Services
 Inspections
 Calibration of equipment
 Updating Drinking Water Quality Management Plans

 The new tranche of funding is not available for new groups, only for the existing five regions
 The Far North Queensland ROC has been working cooperatively offline for some 18 months and it 

intends to challenge the State Government regarding it being inequitable with its approach to 
QWRAP funding.  It will recommend that new groups be eligible for funding.

 Our group agreed to continue to collaborate and develop organically, based on the current goodwill 
which exists

 Some DNRME funds exist to progress smaller initiatives where councils collaborate
 Sustainability assessments of smaller schemes program

o Eight councils are being reviewed
o CHRC is the largest amongst this group
o Mr Shaun Cox is undertaking this body of work

Grant Funding
 LGAQ is pushing for grant reform

o Focussed on water and sewerage, yet not just for capital projects
o Allocations should be prioritised based on agreed criteria

 Criteria should be industry-developed to ensure the equitable distribution of limited 
resources to an industry with excessive need

o Calling for the return of WASP and SCAP
o Ms Kym Mahoney, DLGRMA, is tasked with leading the grant funding solution
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 Maranoa Regional Council are set to receive considerable financial support to redress a backlog of 
asset maintenance issues, like Townsville City Council

 LGAQ is requesting $200 million over the next two years to aide regional local governments in the 
interim, while the grant reform matter is dealt with

o To be ready to access this potential funding, Councils are urged to have in place:
 Good analysis of the state of decay of water and sewerage mains
 Well-documented improvement plans
 Accurate assessments of criticality

Asset Management
 Many councils (including large and well-resourced councils) are grappling with the inflexibilities and 

use of software systems
o FRW

 Moving from Conquest to Tech One
 Go live date is 1 July 2019

o CHRC
 Moving from Assetic to Tech One

 Unknown go live date (expected to be late in the first half of 2019)
o Livingstone Shire Council

 Conquest
 Maybe moving to Tech One

o Woorabinda Aboriginal Shire Council
 Assetic

o Banana Shire Council
 Assetic

 Mr Dalton reported that he attended a recent mining industry forum, where he believed that systems 
are much more advanced by comparison to what local government is using. Data acquisition and 
transmission systems like ‘Fit Machine by Novus’ transmit real time data to inform maintenance 
planning.

Planned Maintenance
 This is challenged by staff turnover
 A systems-based approach is common

o The system can only be as effective as the quality of data it is based upon
 Mr Lipsys shared a sobering story which highlighted the need to ensure lifting equipment is 

inspected regularly
 Important to ensure personal protective equipment is serviceable and in date – for example, hard 

hats
 Many councils are trapped in a ‘reactive’ maintenance cycle

o CHRC is focussing on high use equipment (pumps, compressors, blowers, chlorine gas 
inspections, instrumentation checks, etc.)
 Example is the recent lift of all submersible pumps, which resulted in replacement of 

a quantity due to the excessive maintenance cost to repair
 The group agreed to self-assess where each is at regarding the transition from reactive to 

preventative maintenance
o Dr Fearon will issue a brief survey to assist with data collection

Trade Waste
 The CQ Trade Waste Interest Group has been established

o Two regional meetings per year
 The next Forum will be hosted by Livingstone Shire Council on 16 November 2018 (8.30am to 3pm)

o Innovation and learning will the focus
o Mr Bevan Edwards of Toowoomba Regional Council has been secured as the key note 

speaker
o Simmonds and Bristow will present on pathways for Certificate IV in Trade Waste Online 

Analysis
o Tour of Disaster Management Centre
o Informal gathering at the Strand Hotel the night prior
o Drug and alcohol sampling
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 MDMA spikings at the weekend are being detected
 Livingstone are cooperating with the Ice support group at Yeppoon

 The Sewerage and Water Environmental Action Group are considering the substances sampling 
matter

o Examples of plants with pH decreasing to 3, corrosion occurring with VOC’s present
 Townsville automatic meters burnt out!

o Health and safety and asset management issue
o Opportunity to influence policy and resourcing a real potentiality

 St George QPS Command Unit a great example
o Sharing of data and methodologies

Cybersecurity
 Mr Danny Quirk, Process Systems Technician, FRW presented an update on the work they have 

undertaken
o While FRW is considered a leader in this space, it acknowledges that it is an ongoing effort 

to maintain the relevance of its system
o Honeywell, the software supplier, undertook a Network Security Risk Assessment as part of 

the procurement arrangement
 Refer attachment for the pre and post risk assessment

o An environmental vulnerability assessment was also undertaken
o It has adopted a safe process for the installation of patches, anti-virus updates and Windows 

updates by updating the remote users prior to the servers. It was agreed that this is a 
conscientious approach. It takes two days per month to complete this work.
 Refer attachment to appreciate onerous nature of this responsibility

o FRW maintains one officer and engages Honeywell at $120,000 per annum to oversee its 
SCADA

o SMS messaging implemented for key areas
 Engagement process underway at present regarding cyber security KPIs

o Submissions close 28 September 2018

Attachments
1. Pre and post risk assessment.
2. Pictorial of onerous nature of task
3. Dashboard report card.

Regulatory Activity
 CHRC advised it will meet with the regulator on Tuesday, 2 October 2018
 Concerns expressed that voluntary TEP’s are creating a ‘red flag’ approach to environmental 

compliance and promoting excessive attention by the regulator

Skills Shortages in the Industry
 Water Skills Partnership has recognised there is a recruitment and retention challenge in the region
 Australian Industry Standards Skills Forum reports to Australian Government. The key issues are:

o Ageing
o Cost and time to acquire skills
o Poor image

 The VET sector struggling to attract people
 School leavers are choosing education, but not in the VET sector
 Youth unemployment rising
 The energy industry within the VET sector will be reviewed for learnings
 The greatest challenge is awareness - letting people know about the jobs which exist in the water 

industry
 Good initiatives

o Partnering with competitors
 Secondments
 Career breaks
 Rotations
 Collaboration

o CHRC relationship with CQU as an RTO (Skills Tech)
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o CHRC MoU with Woorabinda Aboriginal Shire Council
 Next Skills Forum is March 2019 and the focus will be on Workforce Planning
 Funding exists for supporting skills and training
 Water Industry Worker Program

o Mackay and Whitsunday are looking at adopting a pilot
o Retention initiative
o Mackay linking with Cairns, Townsville and Burdekin too

 FRW has its own Certified Agreement for its staff
 The concept of developing trainees was discussed

o Rotate trainees on a six-month cycle supported by onsite and offsite mentoring
 This idea will be explored

 Important to engage with schools and students in Year 11
 School based traineeships leading into securing a traineeship position
 This will be explored out of session and included on the next agenda
 The next meeting is in approximately one month

Infrastructure Cliff research
 Stage I report released and located on the QWRAP website
 Stage II report completed with release by late October

o Significant unit rate variances
o Determining the time to cease maintenance and replace…

Attachments:

1. CQROC Minutes [12.1.1]
2. CQROC Charter [12.1.2]
3. Right to Information and Information Privacy update - Office of the Information Commissioner 

[12.1.3]
4. CHRC Report to CQROC [12.1.4]
5. 180906 CQROC Presentation by Sunwater [12.1.5]
6. Qld Resource Authority Presentation - CQROC 6 September 2018 [12.1.6]
7. Fact Sheet Queensland Emergency Risk Management Framework [12.1.7]
8. Resilient Queensland 2018-21 [12.1.8]
9. Fact Sheet Emergency Management Sector Adaptation Plan for Climate Change [12.1.9]

10. A connected catchment - Burnett Catchment Flood - Resilience Strategy - an overview [12.1.10]
11. Network Security Risk Assessment [12.1.11]
12. Security [12.1.12]
13. Security 2 [12.1.13]

– END OF REPORT – 
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13 GENERAL BUSINESS

14 CLOSED SESSION
14.1 Departmental Updates (Customer and Commercial Services)

CLOSED SESSION REPORT

This report is CONFIDENTIAL under Section 275 (1) (h) of the Local Government Regulation 2012 which 
permits the Council meeting to be closed to the public to discuss: 
 
(h) other business for which a public discussion would be likely to prejudice the interests of the local 
government or someone else, or enable a person to gain a financial advantage.

14.2 2017/18 Expenditure - External Consultants

CLOSED SESSION REPORT

This report is CONFIDENTIAL under Section 275 (1) (h) of the Local Government Regulation 2012 which 
permits the Council meeting to be closed to the public to discuss: 
 
(h) other business for which a public discussion would be likely to prejudice the interests of the local 

government or someone else, or enable a person to gain a financial advantage. 

14.3 McCullough Robertson Employment Relations Conference 2018

CLOSED SESSION REPORT

This report is CONFIDENTIAL under Section 275 (1) (b) (f) of the Local Government Regulation 2012 
which permits the Council meeting to be closed to the public to discuss: 
 
(b) industrial matters affecting employees; 
(f) starting or defending legal proceedings involving the local government; 

15 CLOSURE OF MEETING
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